In tourism industry, tourists act as guests and tourism industry practitioners act as hosts. Typically tourism industry practitioners will try to act politely and follow politeness strategies as well as possible when serving tourists to ensure their satisfaction. Levels of satisfaction could be determined by the politeness of the hosts' behaviour towards their guests, including the politeness levels of their tourism-service language. This research was done in Surakarta Residency, the main tourist destination in Central Java. Data sources of this research came from (1) informants and (2) events. The data were analyzed by Brown and Levinson's politeness strategies (1987). The results of this research show that the tourism industry practitioners in Surakarta Residency use various politeness strategies and levels in tourismservice language to serve their guests.
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Introduction
Tourism is the second-largest source of income for Indonesia after the oil and gas sector. That is why the development of tourism in this country is so important (www.tourismindonesia.com). Since 2007 there has been rapid development of tourism infrastructure in Surakarta Residency, Central Java.
This new infrastructure includes several new four star hotels, a dedicated area for evening culinary tours, a new batik museum, a colonial era steam train, a world water park, a world karst museum, a pre-historic Java man museum tower, numerous new souvenir markets using traditional architecture, even accommodation for tourists with mobility difficulties. On 13 November 2009, the Indonesian Tourism Award Association declared Surakarta City, a main tourism city in Surakarta Residency, to be the best Indonesian destination (www.wisatasolo.com). However, the local government has not provided adequate training for the many current and potential people employed in this new tourism industry, in particular has not improved the quality of their service and attitude to tourists towards verbal and non-verbal communication.
As one of the main tourism centres in Indonesia, Surakarta Residency is a destination with many places of interest for tourists. Places of interaction between tourists and tourism service providers in this area are the airport, bus stations, train stations, tourist information centres, travel agents, accommodation, restaurants, places of tourist interest, souvenir shops and excursions. The language the tourism service providers use during interaction in these many and varied locations -both verbal and non-verbal -plays an important role in satisfying the tourists.
A basic goal of the tourism industry anywhere in the world is to provide an enjoyable and positively memorable time to tourists. It can be especially accomplished by tourism industry practitioners who are not only skilful at their services, but also know how to communicate well and using appropriate nuances of politeness.
In the tourism industry, tourists act as guests and tourism industry practitioners act as hosts. As the hosts, tourism industry practitioners serve guests as well as possible in order to ensure the guests' satisfaction. Levels of satisfaction could be determined by the politeness of the hosts' behaviour towards their guests, including the politeness of their -tourism-service language‖. In this research project, I propose the term -tourism-service language‖ or bahasa layanan wisata as a new term in English and Indonesian which is different from the language of tourism which often refers to foreign language phrases provided for tourists. This research project focuses on the -tourism-service language‖ of the tourism service providers in Surakarta
Residency, Central Java.
The study of tourism-service language in use lends itself to the study of pragmatic linguistics. According to Verhaar (1996) , pragmatics is a study of speech strategy, and this speech strategy is called rhetoric (Leech, 1983) . The form of speech includes two kinds: structural speech form and pragmatic speech form (Rahardi, 2005) . The former is a realisation of the speaker's intention based on structural characteristics whereas the latter is a realisation of the speaker's intention related to the background context of the speech situation. The context here means the broader situation which enables the speaker and hearer to interact with each other, and to understand each other's utterances (Leech, 1983; Mey, 1993) . The situation includes things in environmental situation related to physical and social environments of an utterance or knowledge background possessed by the speaker and hearer as a tool for the hearer to interpret the utterance meaning (Nadar, 2009 ).
Typically tourism industry practitioners will try to act politely and follow politeness strategies when serving tourists. In an interaction tourists and tourism industry practitioners will co-operate each other in order that their speech can flow well, and each speaker can understand what they want through each other's utterances. Moreover, considered in light of the host/guest roles of service provider and tourist, communicative interaction would certainly seek to avoid acts that could irritate his/her hearer's feeling, and the interaction would use certain strategies to reduce the hearer's unhappy feeling. To minimize the hearer's dissatisfaction, Brown and Levinson (1987) describe a model of politeness strategies which include positive politeness strategies and negative politeness ones.
Positive politeness is redress directed to the addressee's positive face, his/her perennial desire that his/her wants (or the actions/acquisitions/values resulting from them) should be thought of as desirable. Redress consists in partially satisfying that desire by communicating that one's own wants (or some of them) are in some respects similar to the addressee's wants. Unlike negative politeness, positive politeness is not necessarily redressive of the particular face want infringed by the face threatening acts (FTA); that is, whereas in negative politeness the sphere of relevant redress is widened to the appreciation of alter's wants in general or to the expression of similarity between ego's and alter's wants. Negative politeness is redressive action addressed to the addressee's negative face: his/her want to have his/her freedom of action unhindered and his/her attention unimpeded. It is the heart of respect behaviour, just as positive politeness is the kernel of 'familiar' and 'joking' behaviour. Where positive politeness is free-ranging, negative politeness is specific and focused; it performs the function of minimizing the particular imposition that the FTA unavoidably effects.
In the politeness model of Brown and Levinson (1987: 74) , there are three scales to determine the high and low of politeness level for an utterance.
The three scales are determined contextually, socially and culturally. This research undertakes a socio-pragmatic study with the consideration that socio-pragmatics is a branch of linguistics which studies language with social and pragmatic approaches. Therefore, the objective of the study is to describe politeness strategies and levels in tourism-service language used by tourism industry practitioners in Surakarta Residency.
Research Methodology
The type of this research is descriptive and qualitative because the problems studied related to describing strategies and levels of politeness in tourism-service language as used by the tourism industry practitioners in Surakarta Residency.
This research was done in Surakarta Residency, the main tourist destination in Central Java. The Surakarta Residency includes Surakarta, Boyolali, Sukoharjo, Karanganyar, Wonogiri, Sragen and Klaten regencies.
It is also abbreviated as Subosukawonosraten or well known as Soloraya (www.wisatasolo.com).
Data sources of this research came from (1) informants and (2) events.
The informants included (a) tourism industry practitioners in Surakarta
Residency and (b) English speaking tourists and Indonesian speaking tourists who get services from the tourism industry practitioners. The events were speech act events between tourism industry practitioners and tourists in places of interest and during the tour.
To describe politeness strategies of tourism industry practitioners in using tourism-service language, the data were analyzed by Brown and Levinson's politeness strategies (1987) and to describe the politeness levels, the data were analyzed based on the tourists' perception towards tourismservice language as used by the tourism industry practitioners.
The data from informants were obtained through distributing questionnaire to tourists and conducting in-depth interviewing with tourism industry practitioners. The data from events were obtained through observation, field notes and recordings of speech acts between tourism industry practitioners and tourists. The secondary data were obtained from document analysis.
Subject of this research was tourism industry practitioners (speakers) and tourists (hearers) in tourism industry and other areas in Surakarta
Residency where speech acts made by them. For reasons of wide population, it was used sampling technique to determine the research object. The sampling technique was done based on area sample and speaker sample.
They were purposive samples used to determine research area by considering category of tourism industry and various speech acts made by the tourism industry practitioners and the tourists.
Based on the consideration, the research area chosen was tourism industries in Surakarta Residency and the subjects chosen were the tourism industry practitioners in the same area. The complete samples of area and subject observed are obviously shown in table 1 below. The observation was done in the airport, tourist information centres, travel agents, hotels, restaurants, places of interest and souvenir shops where the tourism industry practitioners and the tourists made speech acts during their interaction. During the observation, the researcher took fieldnotes. The fieldnotes were written to complement the observation.
In this research the recordings was done to informants naturally. It means that they were not aware of being recorded. The recording was done by using a small tape recorder which has very high recording quality.
This research used multiple-choice questionnaire. The informants (tourists) could choose one of the three alternative answers provided. The purpose of using the questionnaire was to obtain information about politeness levels of tourism-service language as used by tourism industry practitioners based on the tourists' perception. Before printing 150 pieces of questionnaire, the researcher made a ‗guinea pig‖ and did a trial questionnaire by distributing it to five tourists. The trial to the typical respondents aimed to find the weaknesses or omission, and then correct them. The type of questions in the questionnaire was multiple choice with Likert scale, meaning that the tourists are supposed to choose three options, either P Polite, N Neutral or I Impolite. A polite utterance is an utterance which has the criteria:
appropriate manner and appropriate explanation; a normal utterance is an utterance which has the criteria: the tourist's desire is fulfilled and an impolite utterance is an utterance which has the criteria: the tourists feel unpleasant.
From 150 pieces of the questionnaire distributed, 120 of them were completed by the tourists. From the 120 tourists, 70 of them were Indonesian speaking tourists and 50 of them were English speaking tourists.
The interview was done by the researcher to tourism industry practitioners to know the reasons why they used politeness strategies and levels during their interaction with the tourists. Before analyzing the data, the data corpus was classified to obtain accurate data types and to make easy in the process of further step analysis.
The data analysis results or the research findings were in the forms of politeness strategies and levels in tourism-service language as used by the tourism industry practitioners in Surakarta Residency.
In this research, the data validation was verified by using triangulation technique in order to improve th e credibility of the data. They were carried out by comparing the data with similar type ones obtained from 13 (thirteen) kinds of conversation between tourists and tourism industry practitioners.
In addition, the data were also verified by using different methods, that was, by observations and field notes, questionnaires, interviews and documents analysis. The speech acts identified in the observations and field notes were verified against the information elicited from questionnaires with the tourists, interviews with tourism industry practitioners and documents analysis of tourism industry.
The utterances made by the tourism industry practitioners (speakers)
were analyzed from the context of their background and then interpreted based on politeness strategies and levels which show politeness in tourismservice language to the tourists (hearers). The politeness strategies and levels were abbreviated to make easy in concluding research findings. Besides that, the 10 negative politeness strategies were abbreviated as Data analysis of this research was done through three steps, those are
(1) sorting data corpus by giving data number, context and content of conversation; (2) analyzing data based on politeness strategies and (3) analyzing them based on politeness levels.
Discussion
The data analysed came from the 13 kinds of conversational discourse between tourists and tourism-industry practitioners, those are (1) receiving reservations, (2) meeting tourists at the airport/railway station, (3) providing information upon arrival on the way to the hotel, (4) helping tourists with their registration, (5) handling telephone enquiries, (6) giving directions, (7) giving information about art performances and entertainment, (8) beginning a tour and describing the itinerary, (9) describing points of interest on the tour route, (10) serving meals at restaurants, (11) describing processes used in making art objects (batik, leather puppets, gamelan instruments, etc.), (12) bargaining for souvenir prices and (13) describing tourist sites.
Conversation on handling reservations
Data (1 The questionnaire answers show that 36 (72%) foreign tourists stated that the utterance ‗If you want to delay the flight, you should do it two days before' used by the reservation clerk is P (polite), 14 (28%) of them stated it N (normal) and none of them stated it I (impolite). On the other hand, 19
(27.15%) Indonesian tourists stated that the utterance Wah, kalau untuk mengundur seharusnya dua hari sebelumnya is P (polite), none of them stated it N (normal) and 51 (72.85%) of them stated it I (impolite). So, it can be concluded that based on the foreign tourists' perceptions, the use of the reservation clerk's utterance ‗If you want to delay the flight, you should do it two days before' has polite level, but based on the Indonesian tourists' perceptions, the utterance Wah, kalau untuk mengundur seharusnya dua hari sebelumnya has impolite level.
The questionnaire answers also show that 14 (28%) foreign tourists stated that the utterance 'It means that your ticket is expired' used by the reservation clerk is P (polite), 32 (64%) of them stated it N (normal) and 4 (8%) of them stated it I (impolite). On the other hand, none of Indonesian tourists stated that the utterance Ya berarti tiket Ibu hangus is P (polite), 7 (10%) of them stated it N (normal) and 63 (90%) of them stated it I (impolite). So, it can be concluded that based on the foreign tourists' perceptions, the use of the reservation clerk's utterance 'It means that your ticket is expired' has normal level, but based on the Indonesian tourists' perceptions, the utterance Ya berarti tiket Ibu hangus has impolite level. 
Conversation on meeting tourists at the airport/railway station

Conversation on providing information upon arrival on the way to hotel
Data (3) G: Hello, everyone. My name is Kiky and the driver's name is Abim. On behalf of Natratour I'd like to welcome you all to Solo. The bus ride to your hotel will take about fifteen minutes. The hotel is located in the center of the city and the airport is in the western part just outside Solo. Right now I'd like to take a minute to familiarize you with some brief safety precautions. Firstly, I recommend you to remain seated until we reach our destination. Secondly, please realize that it is against the law to get drunk in public. Enjoy your vacation. T: OK, no problem.
This Conversation was between a tour guide (G) and a tourist (T) from 
Conversation on giving directions
Data (7) G: Can you tell me the best way to get to Klewer Market? B: Well, it's easy. If you'll go there on foot, first, go down this street until you find a T-junction. Turn left and go east for about two hundred meters until you see the big statue of Slamet Riyadi Hero at Gladak crossroad. Then, turn right at the crossroad and go south for about a hundred meter until you see Alun-alun of Kasunanan Palace. After that, cross the Alun-alun, you will finally find the two-storey building with a big gate on the right. That's the Klewer Market. Don't miss it.
This Conversation was between a bellboy (B) and a hotel guest (G) in the lobby of Kusuma Sahid Prince Hotel. The bellboy's utterance Well, it"s easy follows Brown and Levinson's PPS11 (be optimistic). His utterance Don"t miss it also follows Brown and Levinson's PPS11 (be optimistic).
The questionnaire answers show that 29 (58%) foreign tourists stated that the utterance Well, it"s easy used by the bellboy is P (polite), 21 (42%) of them stated it N (normal) and none of them stated it I (impolite). On the other hand, 63 (90%) Indonesian tourists stated that the utterance ‗Baik, mudah saja' is P (polite). 7 (10%) of them stated that it N (normal) and none of them stated it I (impolite). So, it can be concluded that based on the foreign and Indonesian tourists' perceptions, the use of the bellboy's utterance
Well, it"s easy ‗Baik, mudah saja' has polite level.
The questionnaire answers also show that 17 (34%) foreign tourists stated that the utterance Don"t miss it used by the bellboy is P (polite), 33 (66%) of them stated it N (neutral) and none of them stated it I (impolite). On the other hand, 5 (7.14%) Indonesian tourists stated that the utterance ‗Jangan sampai kesasar' is P (polite), 14 (20%) of them stated it N (normal) and 31 (72.86%) of them stated it I (impolite). So, it can be concluded that based on the foreign tourists' perceptions, the use of the bellboy's utterance Don"t miss it has normal level, but based on the Indonesian tourists' perceptions, the utterance ‗Jangan sampai kesasar' has impolite level.
Conversation on giving information about art performances and entertainment
Data ( The questionnaire answers show that 50 (100%) foreign tourists stated that the utterance Why don"t you watch wayang orang Sriwedari in the evening? used by the guest relation officer is P (polite), none of them stated it N (normal) and I (impolite). On the other hand, 16 (%) Indonesian tourists stated that the utterance ‗Mengapa tidak menonton wayang orang Sriwedari di malam hari?' is P (polite), 54 (%) stated it N (normal) and none of them stated it I (impolite). So, it can be concluded that based on the foreign tourists' perceptions, the use of the guest relation officer's utterance Why don"t you watch wayang orang Sriwedari in the evening? has polite level, but based on the Indonesian tourists' perception, the utterance ‗Mengapa tidak menonton wayang orang Sriwedari di malam hari?' has normal level.
The questionnaire answers also show that 50 (100%) foreign tourists stated that the utterance Why don"t you go by becak? used by the guest relation officer is P (polite), none of them stated that it is N (normal) and I (impolite). On the other hand, 17 (24.29%) Indonesian tourists stated that the utterance ‗Mengapa tidak naik becak saja?' is P (polite), 53 (75.71%) stated it N (normal) and none of them stated it I (impolite). So, it can be concluded that based on the foreign tourists' perceptions, the use of the guest relation officer's utterance Why don"t you go by becak? has polite level, but based on the Indonesian tourists' perceptions, the utterance ‗Mengapa tidak naik becak saja?' has normal level.
Conversation on beginning a tour and describing the itinerary
Data (9) G: Please be careful with your head when you enter the car. We have to go by car, instead of by bus today because the road is too steep for a bus. T: Won't it be dangerous? G: No, it's quite safe. Beside, we have an experienced driver. And the scenery will be worth seeing. Don't worry. Just enjoy yourself. T: Okay. I'll take your words. Let's go. The questionnaire answers also show that 19 (38%) foreign tourists stated that the utterance No, it"s quite safe used by the tour guide is P (polite), 31 (62%) of them stated it N (normal) and none of them stated it I (impolite).
On the other hand, 18 (25.71%) Indonesian tourists stated that the utterance ‗Tidak, cukup aman' is P (polite), 52 (74.29%) stated it N (normal) and none of them stated it I (impolite). So, it can be concluded that based on the foreign and Indonesian tourists' perceptions, the use of the tour guide's utterance No, it"s quite safe ‗Tidak, cukup aman?' has normal level.
Conversation on describing points of interest on the tour route
Data (10) G: It's about a twenty minute trek down to the Grojogan Sewu Waterfall through hundreds of stairs. T: It looks steep! These stair steps are safe, right? I'm scared … better to stay here. G: Yes, you don't have anything to worry about. We do about 100 trips a day trek up and down the stair steps, and these tours have been going on for over ten years without any accidents. I'm sure you can trek down through these stairs. Let's try it! Your tiresome will be paid by the beauty of the waterfall.
This conversation was between a tour guide (G) and a tourist (T) at Tawangmangu That's a good question. Until now I haven't had any bad experience with them. Unless you tease them, they don't attack people. Most of them are tame. Just like the ones we met at the entrance. The questionnaire answers also show that 37 (74%) foreign tourists stated that the utterance Does anybody see the apes over there? On that branch. See? used by the tour guide is P (polite), 13 (26%) of them stated it N (normal) and none of them stated it I (impolite). On the other hand, 32 (45.71%) Indonesian tourists stated that the utterance ‗Apa Bapak Ibu dapat milhat kera-kera itu? Di atas batang pohon. Kelihatan?' is P (polite), 38 (54.29%) of them stated it N (normal) and none of them stated it I (impolite).
This cconversation was between a tour guide (G) and a tourist (T) at
So, it can be concluded that based on the foreign tourists' perceptions, the use of the tour guide's utterance Does anybody see the apes over there? On that branch. See? has polite level, but based on the Indonesian tourists' perceptions, the utterance ‗Apa Bapak Ibu dapat milhat kera-kera itu? Di atas batang pohon. Kelihatan?' has normal level.
Then, the questionnaire answers show that 44 (88%) foreign tourists stated that the utterance That"s a good question used by the tour guide is P (polite), 6 (12%) of them stated it N (normal) and none of them stated it I (impolite). On the other hand, 59 (84.29%) Indonesian tourists stated that the utterance ‗Pertanyaan yang bagus' is P (polite), 11 (15.71%) of them stated it N (normal) and none of them stated it I (impolite). So, it can be concluded that based on the foreign and Indonesian tourists' perceptions, the use of the tour guide's utterance That"s a good question ‗Pertanyaan yang bagus' has polite level.
Furthermore, the questionnaire answers show that 40 (80%) foreign tourists stated that the utterance Unless you tease them, they don"t attack people used by the tour guide is P (polite), 10 (20%) of them stated it N (normal) and none of them stated it I (impolite). On the other hand, 15 (21.42%) Indonesian tourists stated that the utterance ‗Jika Bapak Ibu tidak mengusik mereka, mereka tidak akan menyerang pengunjung' is P (polite), 55 (78.58%) of them stated it N (normal) and none of them stated it I (impolite). So, it can be concluded that based on the foreign tourists' perceptions, the use of the tour guide's utterance Unless you tease them, they don"t attack people has polite level, but based on the Indonesian tourists' perceptions, the utterance "Jika Bapak Ibu tidak mengusik mereka, mereka tidak akan menyerang pengunjung" has normal level.
Data (12) T: This hill is the highest one in this region, isn't it? G: Yes, yes … err … actually the highest hill is the hill of Cedho Temple … which we can see in around an hour ride. But this is the highest hill for recreational purposes like trekking and horse riding. Tetapi bukit ini yang tertinggi untuk kegiatan rekreasi dengan berjalan kaki atau menunggang kuda' is P (polite), 18 (25.71%) of them stated it N (normal) and none of them stated it I (impolite). So, it can be concluded that based on the foreign tourists' perceptions, the use of the tour guide's utterance
Yes, yes … err … actually the highest hill is the hill of Cedho Temple … which we can see in around two hours ride. But this is the highest hill for
recreational purposes like trekking and horse riding has normal level, but based on the Indonesian tourists' perception, the utterance ‗Ya, ya … ehh … sebenarnya yang tertinggi adalah bukit Candi Cetho … yang dapat kita lihat sekitar satu jam perjalanan. Tetapi bukit ini yang tertinggi untuk kegiatan rekreasi dengan berjalan kaki atau menunggang kuda' has polite level.
Conversation on serving meals at restaurant
Data ( The questionnaire answers also show that 3 (6%) foreign tourists stated that the utterance Are you iced tea too, Sir? used by the tour guide is P (polite), 41 (82%) of them stated it N (normal) and 6 (12%) of them stated it I (impolite). On the other hand, 26 (37.14%) Indonesian tourists stated that the utterance ‗Bapak es teh juga?' is P (polite), 44 (62.86%) of them stated it N (normal) and none of them stated it I (impolite). So, it can be concluded that based on the foreign and Indonesian tourists' perceptions, the use of the waitress's utterance Are you iced tea too, Sir? ‗Bapak es teh juga?' has normal level.
Then the questionnaire answers show that 48 (96%) foreign tourists stated that the utterance All right, I"ll prepare them soon used by the waitress is P (polite), 2 (4%) of them stated it N (normal) and none of them stated it I (impolite). On the other hand, 67 (95.71%) Indonesian tourists stated that the utterance ‗Baik, segera kami siapkan' is P (polite), 3 (4.29%) of them stated it N (normal) and none of them stated it I (impolite). So, it can be concluded that based on the foreign and Indonesian tourists' perceptions, the use of the waitress's utterance All right, I"ll prepare them soon(‗Baik, segera kami siapkan') has polite level.
Furthermore, the questionnaire answers show that 9 (18%) foreign tourists stated that the utterance Warm or hot drinks are also available here, Sir used by the waitress is P (polite), 40 (80%) of them stated it N (normal) and 1 (2%) of them stated it I (impolite). On the other hand, 7 (10%) Indonesian tourists stated that the utterance "Minuman panas atau hangat juga ada di sini, Pak" is P (polite), 63 (90%) of them stated it N (normal) and none of them stated it I (impolite). So, it can be concluded that based on the foreign and Indonesian tourists' perceptions, the use of the waitress's utterance Warm or hot drinks are also available here, Sir ‗Minuman panas atau hangat juga ada di sini, Pak' has normal level.
Conversation on describing processes used in making art objects (batik, leather puppets, gamelan instruments, etc.)
Data (14) T: Excuse me, I'm interested to know about the batik processing. Can you explain it to me, please? G: Sure. Let's go to that room. (G and T go to the processing room) This is the fabric that will be processed into batik material. First, it is colored by painting the desired patterns. T: Yes, .... G: Second, this special copper batik wax is dipped into melted wax, and stamped on the fabric. T: I see … it's hard work, isn't it? … working near the stove. G: Yes, that's because the application has to use melted wax. Besides, the worker has to take precaution to prevent the wax from dripping. T: I never imagine the waxing process is quite complicated.
This conversation was between a tour guide (G) and a tourist (T) at Laweyan Batik Village. The tour guide's utterance Let"s go to that room follows Brown and Levinson's PPS12 (include both S and H in the activity).
His utterance Yes, that"s because the application has to use melted wax.
Besides, the worker has to take precaution to prevent the wax from dripping follows Brown and Levinson's PPS13 (give or ask for reasons).
The questionnaire answers show that 5 (10%) foreign tourists stated that the utterance Let"s go to that room used by the tour guide is P (polite), 45 (90%) of them stated it N (normal) and none of them stated it I (impolite). On the other hand, 22 (31.43%) Indonesian tourists stated that the utterance ‗Mari kita pergi ke ruangan itu' is P (polite), 48 (68.57%) of them stated it N (normal) and none of them stated it I (impolite). So, it can be concluded that based on the foreign and Indonesian tourists' perceptions, the use of the tour guide's utterance Let"s go to that room ‗Mari kita pergi ke ruangan itu' has normal level.
The questionnaire answers also show that 15 (30%) foreign tourists stated that the utterance Yes, that"s because the application has to use melted wax. Besides, the worker has to take precaution to prevent the wax from dripping used by the tour guide is P (polite), 35 (70%) of them stated it N (normal) and none of them stated it I (impolite). On the other hand, 17 (24.29%) Indonesian tourists stated that the utterance ‗Ya, karena membatiknya harus menggunakan lilin yang dicairkan. Di samping itu, pembatiknya harus mencegah agar lilinnya tidak menetes' is P (polite), 53 (75.71%) of them stated it N (normal) and none of them stated in I (impolite).
So, it can be concluded that based on the foreign and Indonesian tourists' perceptions, the use of the tour guide's utterance Yes, that"s because the application has to use melted wax. Besides, the worker has to take precaution to prevent the wax from dripping ‗Ya, karena membatiknya harus menggunakan lilin yang dicairkan. Di samping itu, pembatiknya harus mencegah agar lilinnya tidak menetes' has normal level.
Conversation on bargaining for souvenir prices
Data ( The questionnaire answers show that 12 (24%) foreign tourists stated that the utterance For opening … seventy five thousands rupiahs used by the souvenir seller is P (polite), 38 (76%) of them stated it N (normal) and none of them stated it I (impolite). On the other hand, 9 (12.86%) Indonesian tourists stated that the utterance "Itu untuk bukaan dhasar ya… tujuh puluh lima ribu saja" is P (polite), 61 (87.14%) of them stated it N (normal) and none of them stated it I (impolite). So, it can be concluded that based on the foreign and Indonesian tourists' perceptions, the use of the souvenir seller's utterance For opening … seventy five thousands rupiahs (‗Itu untuk bukaan dhasar ya… tujuh puluh lima ribu saja') has normal level.
The questionnaire answers also show that 5 (10%) foreign tourists stated that the utterance Mmm no … it"s under the buying price used by the souvenir seller is P (polite), 44 (88%) of them stated it N (normal) and 1 (2%) of them stated it I (impolite). None of Indonesian tourists stated that the utterance "Wah belum ikut. Kulakannya aja belum boleh" is P (polite), 7 (10%) of them stated it N (normal) and 63 (90%) of them stated it I (impolite). So, it can be concluded that based on the foreign tourists' perceptions, the use of the souvenir seller's utterance Mmm no … it"s under the buying price has normal level, but based on the Indonesian tourists' perceptions, the utterance ‗Wah belum ikut. Kulakannya aja belum boleh' has impolite level.
Then, the questionnaire answers show that 7 (14%) foreign tourists stated that the utterance Well, fifty thousands as the buying price used by the souvenir seller is P (polite), 43 (86%) of them stated it N (normal) and none of them stated it I (impolite). None of Indonesian tourists stated that the utterance ‗Ya sudah lima puluh ribu seperti harga bakul' is P (polite), 19 (27.14%) of them stated it N (normal) and 51 (72.86%) of them stated it I (impolite). So, it can be concluded that based on the foreign tourists' perceptions, the use of the souvenir seller's utterance Well, fifty thousands as the buying price has normal level, but based on the Indonesian tourists' perceptions, the utterance ‗Ya sudah lima puluh ribu seperti harga bakul' has impolite level. The questionnaire answers show that 41 (82%) foreign tourists stated that the utterance ‗Yoni is the symbol of Mr. P, the man's belongings, and lingga is the symbol of Mrs. V, the woman's belongings' used by the tour guide is P (polite), 9 (18%) of them stated it N (normal) and none of them stated in I (impolite). On the other hand, 63 (90%) Indonesian tourists stated that the utterance Yoni itu simbol Mr. P, kepunyaan laki-laki, sedangkan lingga itu simbol Mrs. V, kepunyaan perempuan is P (polite), 7 (10%) of them stated it N (normal) and none of them stated it I (impolite). So, it can be concluded that based on the foreign and Indonesian tourists' perceptions, the use of the tour guide's utterance ‗Yoni is the symbol of Mr. P, the man's belongings, and lingga is the symbol of Mrs. V, the woman's belongings' The questionnaire answers show that 17 (34%) foreign tourists stated that the utterance No, it"s just "smoking a piece of cigarette" used by the tour guide is P (polite), 24 (48%) of them stated it N (normal) and 9 (18%) of them stated it I (impolite). On the other hand, 21 (30%) Indonesian tourists stated that the utterance "Ndak, ya paling saududan' is P (polite), 38 (54.29%) of them stated it N (normal) and 11 (15.71%) of them stated it I (impolite). So, it can be concluded that based on the foreign and Indonesian tourists' perceptions, the use of the tour guide's utterance No, it"s just "smoking a piece of cigarette" (‗Ndak, ya paling saududan') has normal level.
Conversation on describing tourist sites
Conclusion
From the 17 data that represent the 13 kinds of conversational discourse between the tourists and tourism-industry practitioners analyzed above, it can be concluded the characteristics of politeness strategies and levels as follows:
1. The tourism industry practitioners use various politeness strategies in using tourism-service language to serve their guests. Some politeness strategies appear in certain conversations, that is PPS6X and PPS15X in receiving reservations; NPS1 in meeting tourists at the airport/railway station; NPS8 in providing information upon arrival on the way to the hotel; NPS1, NPS6 and NPS1X in helping tourists with their registration; PPS6 and NPS2X in handling telephone enquiries; PPS11 in giving directions; PPS13 in giving information about art performances and entertainment; PPS6X and PPS13X in beginning a tour and describing the itinerary; PPS3, PPS6, PPS9, PPS11, PPS12, PPS14 and NPS9 in describing points of interest on the tour route; PPS6, PPS10 and PPS15 in serving meals at restaurants; PPS12 and PPS13 in describing processes used in making art objects (batik, leather puppets, gamelan instruments, etc.); PPS6, PPS13 and PPS13X in bargaining for souvenir prices and PPS6, and PPS9 in describing tourist sites.
2. The tourism industry practitioners use various politeness levels in tourismservice language to serve their guests. Some politeness levels appear in certain conversations, that is N and I in receiving reservations; P in meeting tourists at the airport/railway station; P in providing information upon arrival on the way to the hotel; P in helping tourists with their registration; P in handling telephone enquiries; P in giving directions; N in giving information about art performances and entertainment; P in beginning a tour and describing the itinerary; N in describing points of interest on the tour route; P and N in serving meals at restaurants; N in describing processes used in making art objects (batik, leather puppets, gamelan instruments, etc.); N in bargaining for souvenir prices and P and N in describing tourist sites.
This research shows that the politeness strategies in tourism-service language as used by the tourism industry practitioners in Surakarta Residency affect their politeness levels. The more appropriate they use the politeness strategies, the more polite levels they get. Moreover, the more polite their tourism-service language, the more satisfaction the tourists obtain. Therefore, it is suggested that tourism industry practitioners should always follow politeness strategies as well as possible when serving tourists to ensure their satisfaction.
The research findings can be made as reference for further research projects related to politeness strategies and levels in service language other than in host-guest relationship (tourism), such as doctor-patient (medical), teacher-student (education), bank teller-customer (banking), seller-buyer (trade) relationships etc. in conversational discourse of socio-pragmatic framework.
